i 



Remarks 

In view of the above amendments and the following remarks, reconsideration of the 
rejections and further examination are requested. 

Initially, as requested by the Examiner, a copy of "P & Q Review!" relied upon in the 
103(a) rejection is included herewith. 

The specification has been amended so as to more explicitly recite that the computer 
program disclosed therein is embodied on a computer readable medium. It is submitted that this 
amendment to the specification does not constitute new matter since storing computer programs 
on recording mediums is well established in the programming art. 

Claim 1 has been rejected under 35 U.S.C. §112, second paragraph, as being indefinite 
and incomplete for omitting essential relationships of elements. Regarding the "indefiniteness" 
rejection, the adjusting operation has been amended so as to clarify its meaning. Further, 
regarding the "incomplete" rejection, the "means for" language in claim 1 has been removed. As 
a result, withdrawal of the rejections under 35 U.S.C. §1 12, second paragraph, is respectfully 
requested. 

Claim 1 has been rejected under 35 U.S.C. §101 as being directed to non-statutory subject 
matter. Claim 1 has been amended so as to recite that the personnel valuation program is 
embodied on a computer readable medium for use with a computer. As a result, withdrawal of 
the rejection under 35 U.S.C. §101 is respectfully requested. 

Further, claims 1 and 3 have been amended to make a number of editorial revisions 
thereto. These revisions have been made to place the claims in better U.S. form. None of these 
amendments have been made to narrow the scope of protection of the claims, nor to address 
issues related to patentability and therefore, these amendments should not be construed as 
limiting the scope of equivalents of the claimed features offered by the Doctrine of Equivalents. 

Claims 1 and 3 have been rejected under 35 U.S.C. § 103(a) as being unpatentable over "P 
& Q Review!" (hereinafter P & Q) in view of Schick, "The "Refined" Performance Evaluation 
Monitoring System: Best of Both Worlds" (hereinafter Schick). 
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In light of the amendments to claim 1, the above-mentioned rejection is submitted to be 
inapplicable for the following reasons. 

Claim 1 is patentable over the combination of P & Q and Schick, since claim 1 recites a 
personnel valuation program including, in part, an adjusting operation for adjusting inputted 
valuation data, other than at least one reference data valuator, with mean data of the at least one 
reference data valuator and a standard deviation of the inputted valuation data by the at least one 
reference data valuator, whereby adjusted valuation data is generated, such that mean data of the 
adjusted valuation data is identical with the mean data of the at least one reference data valuator 
and a reference deviation of the adjusted valuation data is identical with the standard deviation of 
the inputted valuation data by the at least one reference data valuator. The combination of P & Q 
and Schick fails to disclose or suggest the adjusting operation as recited in claim 1. 

P & Q discloses an evaluation program for evaluating the performance of employees. 
The evaluation program includes numerous features, such as defining up to eight productivity 
criteria, weighting the productivity criteria differently, setting a point of diminishing returns and 
generating quality and productivity charts. (See pages 24, 26, 28, 30, 42 and 43). 

In the rejection, it is indicated that the weighting of the various productivity criteria 
disclosed in P & Q corresponds to the claimed adjustment operation for adjusting inputted 
valuation data. However, P & Q specifically discloses that this weighting is performed by the 
operator of the evaluation program manually adjusting the weights of each of the productivity 
criteria by multiplying the productivity criteria by a factor within the range of 0.66 to 1 .33 (See 
page 26). On the other hand, claim 1 specifically recites that the adjusting operation adjusts 
inputted valuation data, other than at least one reference data valuator, with mean data of the at 
least one reference data valuator and a standard deviation of the inputted valuation data by the at 
least one reference data valuator, whereby adjusted valuation data is generated, such that mean 
data of the adjusted valuation data is identical with the mean data of the at least one reference 
data valuator and a reference deviation of the adjusted valuation data is identical with the 
standard deviation of the inputted valuation data by the at least one reference data valuator. It is 
clear that P & Q does not disclose or suggest the use of mean values and standard deviations in 
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weighting the productivity criteria. Therefore, it is apparent that P & Q fails to disclose or 
suggest the adjusting operation of claim 1. As a result, it is necessary for Schick to disclose or 
suggest this feature in order for the combination of P & Q and Schick to render claim 1 obvious. 

Regarding Schick, it is relied upon in the rejection as disclosing the concept of weighting 
the ratings of raters based on the raters themselves in order to prevent inflation. However, 
Schick also fails to disclose or suggest the adjusting operation as recited in claim 1. As a result, 
the combination of P & Q and Schick fails to render claim 1 obvious. 

Because of the above-mentioned distinctions, it is believed clear that claims 1 and 3 are 
allowable over the references relied upon in the rejection. Furthermore, it is submitted that the 
distinctions are such that a person having ordinary skill in the art at the time of invention would 
not have been motivated to make any combination of the references of record in such a manner 
as to result in, or otherwise render obvious, the present invention as recited in claims 1 and 3. 
Therefore, it is submitted that claims 1-3 are clearly allowable over the prior art of record. 

In view of the above amendments and remarks, it is submitted that the present application 
is now in condition for allowance. The Examiner is invited to contact the undersigned by 
telephone if it is felt that there are issues remaining which must be resolved before allowance of 
the application. 



DMO/dib 

Washington, D.C. 20006-1021 
Telephone (202) 721-8200 
Facsimile (202) 721-8250 
October 5, 2005 



Respectfully submitted, 



Seiji KOBAYASHI 
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This manual and the computer programs to which it relates are original, 
proprietary materials, the copyright of which is owned by Teknekron 
Infoswitch. All exclusive rights under the copyright laws are expressly 
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INFOSWITCH is a registered trademark of Teknekron Infoswitch Corporation. 
P&Q Review!, P&Q Grabber!, and AutoQuality! are trademarks of Teknekron 
Infoswitch Corporation. 
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Congratulations on choosing P&Q Review! ™ _ a unique 
jWmdows-based, performance evaluation tool that lets you... 

Streamline the process of evaluating productivity and 
quality in a way that is fair and consistent. 
Design objective performance criteria to help you evaluate 
agent performance and the quality of service proved to 
your customers. v a to 

Evaluate all agents in a group using the same se, of criteria 
to clearly show that everyone who performs the same Z 
is evaluated fairly and objectively. 

icK^f V ' ty automaticaJ1 y from various 
ACD/PBX data sources or formatted data files. 

Visual a truly balanced-performance picture that 
integrates productivity and quality scores. 
Review comprehensive reports to track overall proeress inrf 
improvement within specific skill areas, and vaHdTvouV 
fair and consistent evaJuation process. * M 

*ey -Trln ef ° W " Pr0 ^ ss ' "* them see how well 
they perform compared to group averages in each skill area 

^S y , and ,raCk P 6 * 0 "™^ ^nds, and identify reviewer 
pattern" * *° "* oon ? fa « evaluaC " 

Focus on each agent's individual skills, analyze the skilk 
specific areas to help agents improve. S 

e°n f h f L e r P, T inCemiVeSl reWard t0 P Performers, and 
enhance employee productivity, moraJe, and satisfaction. 
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Quality 



For example, you may: * ^ ° f producin g ■ Product. 

■ Measure service quality haspH nn • 

customer satisfaction aUent, ° n t0 detail a «<* 

s/ Q>H>ay Airlines trains aeent* t» u« 

answer all custorner q Z7o^an d TTT " 
_ w Wiltons, and quote fares accurately 

Measure sales quality based on interaction a „H 

■ Measure product quality based n „ , r • L J 
Your Performance Evaluations Now 

.performance ^ ^ t0 measure 
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■ Widgets produced — Target - 30 per hour. More is better. 

You may even weight various productivity criteria to encourage 
(or discourage) performance in particular areas. 



Streamlining with P&Q Review! 



P&Q Review! lets you perform the same definition and 
measurement functions, but in a way that offers consistency and 
saves time. 

It's easy... 

« First define what you want to measure — P&Q Review! 
handles up to eight productivity criteria and associated 
target values. 

■ Then create a productivity expression that establishes a 
relationship among your target values to produce an overall 
target productivity score. 
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Designing Productivity Expressions 

"umbJ of ZrTwoS pi", r mber ° f Ca " S ,ake " ™* 
simply CalS^ ^ ^ Pr0dUC,ivi ''' «P««ion is 

Guidelines 

#«— » n* SL4iiw£S5 ' appropn,,e " seof 

■ Use an «,„ al nuraberof opM]ing ^ closi „ g 

■ Us e parentheses to process scerifi,- m„k 

others ^ " c ma,h operations before 



»<fl«ws Productivity Criteria 
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Math Functions 

P&Q Review! offers several math functions; the following are 
used most often: 

■ @PEAK(expression,value) lets you assign a point of 
diminishing returns. In other words, if your data indicates 
that productivity declines after a certain point in time, you 
may want to account for that in your productivity 
expression. 

For example @PEAK(hours/days, 8) says that 8 is the target 
number of hours to work per day, and anything above or 
below 8 results in a lower productivity value. In this 
example, 9 hours/day would yield the same productivity as 
working 7 hours/day. 

■ @WEIGHT(1, 2, or 3) lets you take advantage of three 
weight bar options. That is, you can associate up to three 
values in the productivity expression with a weight bar, and 
you may change the weight assigned to these values while 
using the P&Q Analysis function. 

No Weight means that each value in the expression has a 
factor of 1 . The weight bars allow you to change that factor 
to a range of 0.66 to 1.33. 

Some example productivity expressions are shown on the 
following pages. 
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Example 1 — Basic Productivity Expression 




The two criteria for measuring productivity are the number of 
calls and the number of hours worked. In this example, more 
calls in fewer hours is better, " 

Because you plan to use this data daily* you set the target values 
to 80 calls in 8 hours. The productivity expression is simply 
calls per hour. 

When you use the Calc button* P&Q Review! uses the field 
target values and the productivity expression to calculate a target 
value of 10.0. 

P&Q Review! compares an agent's actual productivity data 
against this target value and expresses the agent's productivity 
score as a percentage of the target value. 



Defining Productivity Criteria 
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Example 2 - Weight Bar Feature 



IHOURS WT 



(CALLS 



IHOURS 



associated with weight bar #2. * a " d H ° Urs is 

function hCSe Cmena When use «» P&Q Analysis 
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Exampte 3 - Weighted Product*!* Expression 




stress "7.^^ 

equally. In other wor^ Xl J* We, « htin fi each criteria 

sale* wouldTave7et m ? D l , Wh ° ^ ?5ca,,S ^ 3 * 
80 calls and 30 sales Pr ^ UCt ' ^ 35 agent who makes 

the following: P ' y the Sa,es Va,ue * 3. Consider 





•f Calls = 

80 


If Sales = 

35 


J c + s = 

F6o% 


C + 3S = 
100% 


2 


r 75 


35 


96% 


r 97% 


3 


- 80 -j 


30 


96% 


92% 



fewer calls. acn 'evmg the target number of sales in 
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Example 4 - Peak Productivity Expression 




Suppose you want to evaluate productivity based on the number 

It a \ B V r ° m eXpedenCe y ° U *»* < hat 8 * 

thL « I U6, 8,1 agent wh0 works niore or less 

than 8 hours is less productive. 

Think of peak as a point of diminishing returns. That is an aeent 
who works more than 8 hours a day a/tually becomes lesT * 

™^ r e -f Cn . Whi,e maintainin g *e target calls-per-hour 
ratio. Consider the following: 



If Calls = I If Hours = 



Without Peak = 




aS 1° T CS PCak targCt V3,Ues for 100% Productivity. 
Agent #2 has the same peak productivity as agent #3. Agent #4 

took more t,me to achieve the target number of calls and has the 
lowest productivity score. 
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For More Information 

Just... S,gnCd 10 he, P de «"e Productivity criteria. 

2- Choose Configure and then choose Define P criteria. 
P&Q Review! Key Benefits 

' Match y™ existing Productivity criteria 

" S^S;s a,ion — * up to 

- Weight productivity criteria that is most important to you 

Save administrator ti me during the definition process 
' Sav ^viewer time during the evaluation process; 



^fining Productivity Criteria 
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Analyzing Performance Results 

This chapter explains the importance of analyzing performance 
evaluation scores, and how P&Q Review! can help you slice and 
dice analysis results. 

Your Performance Analysis Now 

The reasons for analyzing productivity and quality performance 
results are clear: 

■ To illustrate how productivity and quality performance 
affect your organization's business goals and revenue. 

■ To target those areas where productivity and quality 
improvements can support your organization's business 
goals and increase revenue. 

■ To provide employees with the feedback they -need to feel 
good about their performance, as well as improve their 
performance. 

Improving with P&Q Review! 

Analysis is P&Q Reviewl's greatest strength. Use its online, 
easy-to-use, color analysis charts to help you... 

■ Visualize a truly balanced performance picture that 
integrates productivity and quality performance scores. 

■ Track the performance of a particular member over time — 
to. identify progress areas and areas that still need 
improvement. 

■ Compare the performance of individual members against the 
performance of the entire group — to identify star 
performers as well as individuals who may need additional 
training. 



Analyzing Performance Results 
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" cons!s«LTI ie r r inCOnsislencies - <° ensure fair and 
consistent evaluation patterns. 

' Identif y and fack performance trends. 
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With P&Q Review!, it's easy to see reviewer inconsistencies. In 
the following example, notice that Brenda Hansen evaluates 
members consistently lower than the other reviewers. 




Analyzing Performance Results 
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Performing What-lf Analysis 




Use the Weight feature to pertormwhat-if analysis. F6r 
example, to see how individuals score if you place more value 
on the number of orders taken, increase the weight percentage 
on Orders and use the Chart function to redisplay uCresults 

You may also use the Weight feature for special sales ? 
promotions - and other incentives to boost agent performance. 



For More Information 



a C bo«, k pl U r, P p Q Re rr ! ° nline He,p for morc information 
about P&Q R evi ew! features designed to help you analyze 
perfonnance results. Just... 

1 ,K h< £? D P&Q Hdp IndeX from the He, P me ™ * display 
the PQ Review! Help window. ■ V y 

2. Choose Analyze. 



Analyzing Performance Results 
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Documenting Performance Results 

^rfol aptCr eXP ! ainS the im P ortan <* of documenting 
performance evaluation results, and how P&Q R ev j ew . ca „ 
improve the documentation process. 

Your Performance Documentation Now 

The reasons for documenting the results of productivity and 
quahty performance evaluations are the same as the rla JT f 
analyzing tho se result, - with one nJZZ^E^ 
your organization's legal interests. P 

While you probably have some tools in place to adequately 
document productivity performance (time sheets, olr 
summaries sales revenue reports, contact lists, quota summarv 
reports) and quality performance (evaluation llfSL 

Z£Z7?" 't? ^ 8CCeSSiWe ' «« « not 
integrated to show a balanced picture of overall performance 

Improving with P&Q Review! 

hetp Q you eV | eW! ° fferS 2 Vadety ofin ^'y-accessible reports to 

■ Analyze performance results. 

■ Analyze the performance evaluation process itself. 

" c P ons7sten a t. ^ eva,uation * «r and 

■ Comply with all human resource requirements - to protect 
your organization's legal interests. ; lo P™ect 

" HZO". dCSignated em P ,0 y ees to ^cess online performance 
. data at any time. 



Documenting Performance Results 
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Report Summary 



vnooso**. 


To show data for... 


Also choose... 


DiOWic prCKJUC iVHy Uaia 


All members/all reviews 
One member/all reviews 
One member/one review 




Report productivity 
without matching quality 
data 


IncomDlete reviews 


JL/alC range 


Browse quality reviews by 
member 


All members/all reviews 


Raw Scores or 
Percentages 




One member/all reviews 


Summary 




One member/one review 




Browse quality reviews by 
reviewer 


All reviewers/all reviews 


Summary, 
Raw Scores, or 
Percentages 




One reviewer/all reviews 


Summary 




One reviewer/one review 




Report quality without 
matching productivity data 


Incomplete reviews 


Date range 


Report completed reviews 


Completed reviews 


Date range 


Report scores by quality 
question 


All members or All reviewers 
One member or One reviewer 
All or chosen Keywords 


Quality question 
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Reporting Options 



Not only does P&Q Review! let you print reports to your 
workstation display or to a printer, but it also lets you export 
report data to a variety of software applications. 




*3 



Format: 



Destination: 



Character-separated values 



Disk file 



Crystal Reports (RPT) 

Data Interchange Format (DIF) 

Excel 21 (XLS) 

Excel 3.0 (XLS) 

Excel 4.0 P<LS) 

Lotus 1-2-3 (WK1) 

Lotus 1 -2-3 (WK3) 

Lotut 1-2-3 (WKS) 

Record style (columns of values) 

Rich Text Format 

Tab-separated text ■ 



Using Performance Documentation 



You can use performance documentation to improve the 
evaluation process. For example, you can... 

ft Fine-tune productivity and quality evaluation criteria. 

• Easily identify incomplete and complete reviews to monitor 
the evaluation process. 

■ Filter report data to focus on details you need for analysis. 

Several sample reports are shown on the following pages. 



PtoAucti 



Brvwn, 



0)ni/92 
04A1/9J 



CUxk, : 
DM 



03/12/9* 
0UO9V94 
05/11/93 



04/29*93 

os/ii/95 



Idler, 
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Quality Report — One Member/All Reviews 

Compare the individual scores for each skill area in each review 
against the group average. You can actually see the progression 
of review totals. 
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Setting Up P&Q Review! 

This chapter describes the minimum and recommended system 
configuration for installing and running P&Q Review* and 
provides detailed install and start-up procedures. 

What You Need to Install and Run P&Q Review! 

P&Q Review! is designed for the persona! computer (PC) 
platform and operates in a Microsoft* Windows environment 
You can install P&Q Review! on a... 

■ Stand-alone PC workstation 

■ Local area network (LAN) and multiple client PC 
workstations 

System Requirements 

If you are installing P&Q Review! on a stand-alone PC 
workstation or a LAN, make sure your hardware and software 
configuration satisfies at least the-following minimum 
requirements: 



Component 

Platform 

RAM 
Hard Disk 
Conun Port 
Diskette Drives 
Microsoft* DOS 
Microsoft*.Windows 



Color Monitor 
Pointing Device 
Graphics Printer 



Minimum 

386DX or 486SX (33 MHz) 
and 64 KB cache 

8MB 

formula 

1 Parallel Port 

3.5- or 5.25-inch 



Vers. 5.0 or higher 



Vers. 3.1 enhanced mode 



Window s compatible VGA 
Windows compatible 
Windows compatible 



Recommended 

486DX (66 MHz) or Pentium" 1 
and 128 KB cache 

8MB 

See formula 



SVGA (800x600 or 1024x768) 



Setting Up PdQ Review! 
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Quality Report — Reviewer Summary 

Verify consistent reviewer practices. 
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